
Labor Commission Incidents Report
6/1/2010 to 7/1/2010 as of 7/1/2010

First Contact Resolution 

Labor Commission

Top Number - Total Incidents

Bottom Number - FCR Met

Low Total

Help Desk Application None Remedy 

Service Desk

1

0

1

0

Total 1

0

1

0

Password Utah Master 

Directory

1

0

1

0

Total 1

0

1

0

Total 2

0

2

0

Network Error Novell Client 

for 32-bit 

1

1

1

1

Total 1

1

1

1

Total 1

1

1

1

Total 3
1

3
1

Metro A 

Desktop 

Support

_No Tier 2 None None 2

0

2

0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



Low Total

Metro A 

Desktop 

Support

_No Tier 2 None Total 2

0

2

0

Total 2

0

2

0

Application Error Labor System 1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Network None None 4

3

4

3

Total 4

3

4

3

Password None 1

1

1

1

Novell Client 

for 32-bit 

1

0

1

0

Total 2

1

2

1

Total 6

4

6

4

PC/Laptop Error None 1

1

1

1

Total 1

1

1

1

Hardware None 1

1

1

1

Total 1

1

1

1

None None 17

15

17

15



Low Total

Metro A 

Desktop 

Support

PC/Laptop None Total 17

15

17

15

Total 19

17

19

17

Print/Copy/Sca

n/Fax

None None 3

3

3

3

Total 3

3

3

3

Total 3

3

3

3

Total 31
24

31
24

Metro A Help 

Desk

Application Error Novell 

Messenger

1

1

1

1

Total 1

1

1

1

Total 1

1

1

1

Network Error Novell Client 

for 32-bit 

1

0

1

0

Total 1

0

1

0

None None 1

0

1

0

Novell Client 

for 32-bit 

1

1

1

1

Total 2

1

2

1

Password Novell Client 

for 32-bit 

1

0

1

0

Total 1

0

1

0



Low Total

Metro A Help 

Desk

Network Total 4

1

4

1

Total 5
2

5
2

Metro A 

Hosting

Application None Novell 

GroupWise

2

0

2

0

Total 2

0

2

0

Total 2

0

2

0

Total 2
0

2
0

Voice 

Operations

Telecom Call 

Management

Telephone 1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Total 1
0

1
0

Total 42
27

42
27



Low Total

Help Desk Application None Remedy 

Service Desk

1

0

1

0

Total 1

0

1

0

Password Utah Master 

Directory

1

0

1

0

Total 1

0

1

0

Total 2

0

2

0

Network Error Novell Client 

for 32-bit 

1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Total 3
0

3
0

Metro A 

Desktop 

Support

_No Tier 2 None None 2

0

2

0

Total 2

0

2

0

Total 2

0

2

0

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



Low Total

Metro A 

Desktop 

Support

Application Error Labor System 1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Network None None 4

1

4

1

Total 4

1

4

1

Password None 1

0

1

0

Novell Client 

for 32-bit 

1

0

1

0

Total 2

0

2

0

Total 6

1

6

1

PC/Laptop Error None 1

0

1

0

Total 1

0

1

0

Hardware None 1

0

1

0

Total 1

0

1

0

None None 17

1

17

1

Total 17

1

17

1

Total 19

1

19

1



Low Total

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

None None 3

0

3

0

Total 3

0

3

0

Total 3

0

3

0

Total 31
2

31
2

Metro A Help 

Desk

Application Error Novell 

Messenger

1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Network Error Novell Client 

for 32-bit 

1

0

1

0

Total 1

0

1

0

None None 1

0

1

0

Novell Client 

for 32-bit 

1

0

1

0

Total 2

0

2

0

Password Novell Client 

for 32-bit 

1

0

1

0

Total 1

0

1

0

Total 4

0

4

0

Total 5
0

5
0



Low Total

Metro A 

Hosting

Application None Novell 

GroupWise

2

0

2

0

Total 2

0

2

0

Total 2

0

2

0

Total 2
0

2
0

Voice 

Operations

Telecom Call 

Management

Telephone 1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Total 1
0

1
0

Total 42
2

42
2



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Low Total

Help Desk Application None Remedy 

Service Desk

1

0.44

1

0.44

Total 1

0.44

1

0.44

Password Utah Master 

Directory

1

0.93

1

0.93

Total 1

0.93

1

0.93

Total 2

0.69

2

0.69

Network Error Novell Client 

for 32-bit 

1

0.00

1

0.00

Total 1

0.00

1

0.00

Total 1

0.00

1

0.00

Total 3
0.46

3
0.46

Metro A 

Desktop 

Support

_No Tier 2 None None 2

0.01

2

0.01

Total 2

0.01

2

0.01

Total 2

0.01

2

0.01



Low Total

Metro A 

Desktop 

Support

Application Error Labor System 1

0.54

1

0.54

Total 1

0.54

1

0.54

Total 1

0.54

1

0.54

Network None None 4

0.37

4

0.37

Total 4

0.37

4

0.37

Password None 1

0.00

1

0.00

Novell Client 

for 32-bit 

1

0.12

1

0.12

Total 2

0.06

2

0.06

Total 6

0.26

6

0.26

PC/Laptop Error None 1

0.00

1

0.00

Total 1

0.00

1

0.00

Hardware None 1

0.00

1

0.00

Total 1

0.00

1

0.00

None None 17

0.29

17

0.29

Total 17

0.29

17

0.29

Total 19

0.26

19

0.26



Low Total

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

None None 3

0.03

3

0.03

Total 3

0.03

3

0.03

Total 3

0.03

3

0.03

Total 31
0.23

31
0.23

Metro A Help 

Desk

Application Error Novell 

Messenger

1

0.17

1

0.17

Total 1

0.17

1

0.17

Total 1

0.17

1

0.17

Network Error Novell Client 

for 32-bit 

1

0.00

1

0.00

Total 1

0.00

1

0.00

None None 1

0.02

1

0.02

Novell Client 

for 32-bit 

1

0.00

1

0.00

Total 2

0.01

2

0.01

Password Novell Client 

for 32-bit 

1

0.06

1

0.06

Total 1

0.06

1

0.06

Total 4

0.02

4

0.02

Total 5
0.05

5
0.05



Low Total

Metro A 

Hosting

Application None Novell 

GroupWise

2

0.00

2

0.00

Total 2

0.00

2

0.00

Total 2

0.00

2

0.00

Total 2
0.00

2
0.00

Voice 

Operations

Telecom Call 

Management

Telephone 1

0.10

1

0.10

Total 1

0.10

1

0.10

Total 1

0.10

1

0.10

Total 1
0.10

1
0.10

Total 42
0.21

42
0.21



Low Total

Help Desk Application None Remedy 

Service Desk

1

0

1

0

Total 1

0

1

0

Password Utah Master 

Directory

1

0

1

0

Total 1

0

1

0

Total 2

0

2

0

Network Error Novell Client 

for 32-bit 

1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Total 3
0

3
0

Metro A 

Desktop 

Support

_No Tier 2 None None 2

0

2

0

Total 2

0

2

0

Total 2

0

2

0

Application Error Labor System 1

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



Low Total

Metro A 

Desktop 

Support

Application Error Total 1

0

1

0

Total 1

0

1

0

Network None None 4

0

4

0

Total 4

0

4

0

Password None 1

0

1

0

Novell Client 

for 32-bit 

1

0

1

0

Total 2

0

2

0

Total 6

0

6

0

PC/Laptop Error None 1

0

1

0

Total 1

0

1

0

Hardware None 1

0

1

0

Total 1

0

1

0

None None 17

1

17

1

Total 17

1

17

1

Total 19

1

19

1

Print/Copy/Sca

n/Fax

None None 3

0

3

0



Low Total

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

None Total 3

0

3

0

Total 3

0

3

0

Total 31
1

31
1

Metro A Help 

Desk

Application Error Novell 

Messenger

1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Network Error Novell Client 

for 32-bit 

1

0

1

0

Total 1

0

1

0

None None 1

0

1

0

Novell Client 

for 32-bit 

1

0

1

0

Total 2

0

2

0

Password Novell Client 

for 32-bit 

1

0

1

0

Total 1

0

1

0

Total 4

0

4

0

Total 5
0

5
0

Metro A 

Hosting

Application None Novell 

GroupWise

2

0

2

0



Low Total

Metro A 

Hosting

Application None Total 2

0

2

0

Total 2

0

2

0

Total 2
0

2
0

Voice 

Operations

Telecom Call 

Management

Telephone 1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Total 1
0

1
0

Total 42
1

42
1



Low Total

Help Desk Application None Remedy 

Service Desk

1

0.44

1

0.44

Total 1

0.44

1

0.44

Password Utah Master 

Directory

1

0.93

1

0.93

Total 1

0.93

1

0.93

Total 2

0.69

2

0.69

Network Error Novell Client 

for 32-bit 

1

0.00

1

0.00

Total 1

0.00

1

0.00

Total 1

0.00

1

0.00

Total 3
0.46

3
0.46

Metro A 

Desktop 

Support

_No Tier 2 None None 2

0.01

2

0.01

Total 2

0.01

2

0.01

Total 2

0.01

2

0.01

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



Low Total

Metro A 

Desktop 

Support

Application Error Labor System 1

0.55

1

0.55

Total 1

0.55

1

0.55

Total 1

0.55

1

0.55

Network None None 4

1.04

4

1.04

Total 4

1.04

4

1.04

Password None 1

0.00

1

0.00

Novell Client 

for 32-bit 

1

0.32

1

0.32

Total 2

0.16

2

0.16

Total 6

0.75

6

0.75

PC/Laptop Error None 1

0.00

1

0.00

Total 1

0.00

1

0.00

Hardware None 1

0.00

1

0.00

Total 1

0.00

1

0.00

None None 17

0.64

17

0.64

Total 17

0.64

17

0.64

Total 19

0.59

19

0.59



Low Total

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

None None 3

0.03

3

0.03

Total 3

0.03

3

0.03

Total 3

0.03

3

0.03

Total 31
0.53

31
0.53

Metro A Help 

Desk

Application Error Novell 

Messenger

1

0.17

1

0.17

Total 1

0.17

1

0.17

Total 1

0.17

1

0.17

Network Error Novell Client 

for 32-bit 

1

0.00

1

0.00

Total 1

0.00

1

0.00

None None 1

0.00

1

0.00

Novell Client 

for 32-bit 

1

0.00

1

0.00

Total 2

0.00

2

0.00

Password Novell Client 

for 32-bit 

1

0.06

1

0.06

Total 1

0.06

1

0.06

Total 4

0.02

4

0.02

Total 5
0.05

5
0.05



Low Total

Metro A 

Hosting

Application None Novell 

GroupWise

2

0.19

2

0.19

Total 2

0.19

2

0.19

Total 2

0.19

2

0.19

Total 2
0.19

2
0.19

Voice 

Operations

Telecom Call 

Management

Telephone 1

0.28

1

0.28

Total 1

0.28

1

0.28

Total 1

0.28

1

0.28

Total 1
0.28

1
0.28

Total 42
0.45

42
0.45

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000138955

No  0.03TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000151696

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedLabor Commission

Application

Application NoPassword  0.93TIR:TIR Missed:Utah Master DirectoryINC000000135643

No  0.93TTR:TTR Missed:Help Desk Low ClosedLabor Commission

Application NoError  0.17TIR:TIR Missed:Novell MessengerINC000000136650

No  0.17TTR:TTR Missed:Metro A Help Desk Low ClosedLabor Commission

Application NoError  0.54TIR:TIR Missed:Labor SystemINC000000139762

No  0.55TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

Application NoNone  0.44TIR:TIR Missed:Remedy Service DeskINC000000140168

No  0.44TTR:TTR Missed:Help Desk Low ClosedLabor Commission

Application NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000149242

No  0.29TTR:TTR Missed:Metro A Hosting Low ResolvedLabor Commission

Application NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000149244

No  0.00TTR:TTR Missed:Metro A Hosting Low ResolvedLabor Commission

Network

Network NoNone  0.02TIR:TIR Missed:NoneINC000000135998



No  0.02TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

Network NoPassword  0.06TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000139710

No  0.06TTR:TTR Missed:Metro A Help Desk Low ClosedLabor Commission

Network NoNone  0.02TIR:TIR Missed:NoneINC000000139910

No  0.00TTR:TTR Missed:Metro A Help Desk Low ClosedLabor Commission

Network NoNone  0.02TIR:TIR Missed:NoneINC000000139920

No  2.71TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

Network NoError  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000143709

No  0.00TTR:TTR Missed:Metro A Help Desk Low ClosedLabor Commission

Network YesNone  1.42TIR:TIR Missed:NoneINC000000144053

No  1.42TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

Network NoError  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000144643

No  0.00TTR:TTR Missed:Help Desk Low ResolvedLabor Commission

Network NoNone  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000144693

No  0.00TTR:TTR Missed:Metro A Help Desk Low ResolvedLabor Commission

Network NoPassword  0.12TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000145636

No  0.32TTR:TTR Missed:Metro A Desktop Support Low ResolvedLabor Commission

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000146525

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedLabor Commission

Network NoNone  0.00TIR:TIR Missed:NoneINC000000150350

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedLabor Commission

PC/Laptop

PC/Laptop NoNone  0.02TIR:TIR Missed:NoneINC000000136588

No  0.02TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.01TIR:TIR Missed:NoneINC000000136590

No  0.01TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.01TIR:TIR Missed:NoneINC000000136593

No  0.01TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.01TIR:TIR Missed:NoneINC000000136596

No  0.01TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.01TIR:TIR Missed:NoneINC000000136691

No  0.01TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop YesNone  2.85TIR:TIR Missed:NoneINC000000137138

No  2.85TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.02TIR:TIR Missed:NoneINC000000137839

No  0.02TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.01TIR:TIR Missed:NoneINC000000137841

No  0.01TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.03TIR:TIR Missed:NoneINC000000138792

No  0.03TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.02TIR:TIR Missed:NoneINC000000139650

No  0.02TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.02TIR:TIR Missed:NoneINC000000139769

No  0.02TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.02TIR:TIR Missed:NoneINC000000139774

No  0.02TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.03TIR:TIR Missed:NoneINC000000139780

No  0.03TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission



PC/Laptop NoNone  1.47TIR:TIR Missed:NoneINC000000140310

No  1.47TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.32TIR:TIR Missed:NoneINC000000141926

Yes  6.35TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000143223

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000144163

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000144742

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedLabor Commission

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000149500

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedLabor Commission

Print/Copy/Scan/Fax

Print/Copy/Scan/Fax NoNone  0.02TIR:TIR Missed:NoneINC000000136208

No  0.02TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

Print/Copy/Scan/Fax NoNone  0.07TIR:TIR Missed:NoneINC000000137844

No  0.07TTR:TTR Missed:Metro A Desktop Support Low ClosedLabor Commission

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000147796

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedLabor Commission

Telecom

Telecom NoCall Management  0.10TIR:TIR Missed:TelephoneINC000000144124

No  0.28TTR:TTR Missed:Voice Operations Low ClosedLabor Commission


